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DETAILED ACTION 
Response to Amendment 

This Office Action is in response to Applicant's Amendment filed on April 20, 2007, Claims 1, 
2, 9, 37 and 55 have been amended. Claims 1-4, 6, 8-11, 13-22, 24-35, 37, 39-42 and 44-57 are 
presented for further examination. 

Claim Rejections - 35 USC §103 

1 . The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented. and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

2. Claims 1-4, 6, 8-11, 13-22, 24-35, 37, 39-42 and 44-57 are rejected under 35 U.S.C. 
103(a) as being unpatentable over Pickering et al (hereinafter, "Pickering", U.S. Pat. No. 
6,493,695) of Barkan et al (hereinafter, "Barkan", U.S. Pat. No. 6,366,575) and in ftirther view 
of Villena et al (hereinafter, "Villena', U.S. Pat, No. 6,775,378). 

As per claims 1 and 32, Pickering discloses a method and machine-readable medium 
comprising: 

• receiving task data indicating a plurality of tasks and agent data indicating a plurality of 
agents (col, 1, lines 19-44, col. 3, lines 1-20 col. 4, lines 66-67, and col. 5, lines 1-29); 

• storing the task data and the agent data in a database system (col. 7, lines 32-44, and col. 
8, lines 46-67); and 
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• assigning respective tasks of the plurality of tasks to at least one of the agents according 
to workflows (col. 7, lines 32-59; Pickering discloses a routing module that access a 
workforce management database to select an agent to handle tasks according to his/her 
or skills or experience. Thus Pickering discloses assigning respective tasks of the 
plurality of tasks to at least of the agents according to workflows according to Applicant 
specification page 4, lines 8-1 1 and page 5, hues 16-21.) 

However, Pickering does not explicitly disclose: 

• wherein the receiving of the of agent data includes receiving status messages from the 
plurality of agents each status message providing agent availability data. 

Barkan discloses a system for establishing a telephone call between an outside telephone 
and an agent station including: 

• wherein the receiving of the of agent data includes receiving status messages from the 
plurality of agents each status message providing agent availability data (col. 4, lines 
22-34). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have incorporated Barkan' s teachings of a system for establishing a 
telephone call between an outside telephone and an agent station by allowing agents to send 
status messages to the call center to describe the state of his/her station in order to route 
customers to the next available agent in a timely and efficient manner. Thus, Pickering provides 
the motivation to combine by utilizing a system for handling a large volume of calls that would 
allow call centers to a handle all communications in a homogeneous way to thereby allow the 
call center to make optimum use of human resources. 
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Pickering in view of Barkan discloses the invention substantially as claims discussed above. 
However, Pickering in view of Barkan does not explicitly disclose: 

• determining a system overloaded condition; and 

• reassigning a first agent from a first task to a second task responsive to the determining 
the system overloaded condition. 

Villena discloses a blended agent contact center comprising: 

• determining a system overloaded condition (abstract, col. 2, lines 43-49, col. 5, lines 58- 
67, col. 6, lines 1-6); and 

• reassigning a first agent from a first task to a second task responsive to the determining 
the system overloaded condition (abstract, col. 5, lines 32-67, col. 6, lines 1-6 and col. 8, 
Hnes 32-47). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have combined the teachings of Pickering in view of Barkan with 
Villena' s teachings of a blended agent contact center by allowing agents to perform any of a 
variety of agent customer interactions and allocating the agents based upon the system load for 
the purpose of providing a truly blended and more flexible contact center solution that provides a 
more efficient utilization of the time of all agents. 

As per claim 22, Pickering discloses a system comprising: 

• a blending engine coupled to a plurality of media switches such that the blending engine 
receives a task data from the plurality of media switches (col. 7, lines 12-44); 
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• a plurality of agent workstations coupled to the blending engine such that the agent 
workstations provide agent data to the blending engine, and the blending engine 
provides a plurality of task assignments to the agent workstations (coL7, lines 12-44). 

• a blending database coupled to the blending engine such that the blending engine and 
the blending database exchange the agent data and the task data (col. 7, lines 12-44); and 

• a workflow manager coupled to the blending database and the blending engine such that 
the workflow manager: access the blending database, executes workflows, 
communicates the plurality of task assignments to the blending engine (col. 7, lines 12- 
44). 

However, Pickering does not explicitly disclose the blending engine to receive the plurality 
of agent data comprises: 

• status messages from the plurality of agents, each status message providing agent 
availability data. 

Barkan discloses a system for establishing a telephone call between an outside telephone 
and an agent station including: 

• status messages from the plurality of agents, each status message providing agent 
availability data (col. 4, lines 22-34). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have incorporated Barkan' s teachings of a system for establishing a 
telephone call between an outside telephone and an agent station by allowing agents to send 
status messages to the call center to describe the state of his/her station in order to route 
customers to the next available agent in a timely and efficient manner. Thus, Pickering provides 
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the motivation to combine by utilizing a system for handling a large volume of calls that would 
allow call centers to a handle all communications in a homogeneous way to thereby allow the 
call center to make optimum use of human resources. 

Pickering in view of Barkan discloses the invention substantially as claims discussed above. 

However, Pickering in view of Barkan does not explicitly: 

• determining a system overloaded condition; and 

• reassigning a first agent from a first task to a second task responsive to the determining 
the system overloaded condition. 

Villena discloses a blended agent contact center comprising: 

• determining a system overloaded condition (abstract, col. 2, lines 43-49, col. 5, lines 58- 
67, col. 6, lines 1-6); and 

• reassigning a first agent from a first task _to a second task responsive to the determining 
the system overloaded condition (abstract, col. 5, lines 32-67, col. 6, lines 1-6 and col. 8, 
lines 32-47). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have combined the teachings of Pickering in view of Barkan with 
Villena' s teachings of a blended agent contact center by allowing agents to perform any of a 
variety of agent customer interactions and allocating the agents based upon the system load for 
the purpose of providing a truly blended and more flexible contact center solution that provides a 
more efficient utilization of the time of all agents. 

As per claims 2, 33 and 55, Pickering discloses wherein the receiving of the task data 

comprises: 
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• receiving the task data from a plurality of sources (col.l, lines 19-44, and col. 5, lines 3- 

9). 

However, Pickering in view of Barkan does not explicitly disclose: 

• reassigning comprises instructing the first agent to abandon handling emails and switch 
to handling telephone calls. 

Villena discloses a blended agent contact center comprising: 

• reassigning comprises instructing the first agent to abandon handling emails and switch 
to handling telephone calls (abstract, col. 5, lines 32-67, col. 6, lines 1-6 and col. 8, lines 
32-47). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have combined the teachings of Pickering in view of Barkan with 
Villena' s teachings of a blended agent contact center by allowing agents to perform any of a 
variety of agent customer interactions and allocating the agents based upon the system load for 
the purpose of providing a truly blended and more flexible contact center solution that provides a 
more efficient utilization of the time of all agents. 

As per claims 3 and 34, Pickering discloses wherein the plurality of sources comprises: 

• heterogeneous media switches (col.l, lines 19-44, and col. 5, lines 3-9). 
As per claims 4, 25, and 35, Pickering discloses: 

• wherein each of the heterogeneous media switches is from a group consisting of 
electronic mail systems, internet live text systems, internet voice transmission systems, 
telephonic voice systems, telephonic facsimile systems, and voice mail systems (col. 1, 
lines 19-44, and col. 5, lines 3-9). 
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As per claims 10 and 41, Pickering discloses: 

• at least one volatile memory database and at least one writable medium database 
(col.ll, lines 50-67). 

As per claims 11 and 42, Pickering discloses: 

• wherein the volatile memory database and the writable medium database are 
synchronized (col. 7, lines 18-44). 

As per claim 24, Pickering discloses: 

• each media switch comprises an adapter coupled to a media specific queue (coLl, lines 
53-67, and col. 2, lines 1-7); and 

• each media specific queue is coupled to the blending engine (coL7, lines 12-44). 
As per claim 26, Pickering discloses: 

• each agent workstation comprises a desktop helper (col. 5, lines 52-67, and col. 10, lines 
47-53); and 

• each desktop helper is coupled to the blending engine via a blending engine queue (col. 
7, lines 12-44). 

As per claim 27, Pickering discloses wherein the blending database comprises: 

• at least one volatile memory database synchronized with at least one writable medium 
database (col. 1 1 , lines 50-67). 

As per claim 28, Pickering discloses: 

• wherein the blending database stores a plurality of task entries and a plurality of agent 
entries. 

As per claim 29, Pickering discloses: 
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• wherein the volatile memory database is a superset of the writable medium database 
(col. 11, lines 50-67). 

As per claim 30, Pickering discloses: 

• wherein the volatile memory database stores a blending engine queue data and a 
plurality of media specific queue data (col.l 1, lines 50-67). 

As per claim 31, Pickering discloses wherein to accesses the blending database comprises: 

• reading the task entries and the agent entries (col. 8, lines 60-67). 

As per claim 6, Pickering discloses the invention substantially as claims discussed above. 
However, Pickering does not explicitly disclose: 

• wherein the status messages designate either busy or available. 

Barkan discloses a system for establishing a telephone call between an outside telephone 
and an agent station including: 

• wherein the status messages designate either busy or available (col. 4, lines 22-34). 
Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 

invention was made to have incorporated Barkan's teachings of a system for establishing a 
telephone call between an outside telephone and an agent station by allowing agents to send 
status messages to the call center to describe the state of his/her station in order to route 
customers to the next available agent in a timely and efficient manner. Thus, Pickering provides 
the motivation to combine by utilizing a system for handling a large volume of calls that would 
allow call centers to a handle all communications in a homogeneous way to thereby allow the 
call center to make optimum use of human resources. 
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As per claims 8 and 39, Pickering discloses the invention substantially as claims discussed 
above. 

However, Pickering does not explicitly disclose: 

• wherein the agent availability data comprises any one of the group including: whether 
the agent is busy, is available, accepts a first type of task, declines a second type of task 
and accepts a task responsive to the system overloaded condition. 

Barkan discloses a system for establishing a telephone call between an outside telephone 
and an agent station including: 

• wherein the agent availability data comprises any one of the group including: whether 
the agent is busy, is available, accepts a first type of task, declines a second type of task 
and accepts a task responsive to the system overloaded condition (col. 4, lines 22-34). 

Accordingly, it would have been obvious to one of ordinary skill in the art. at the time the 
invention was made to have incorporated Barkan' s teachings of a system for establishing a 
telephone call between an outside telephone and an agent station by allowing agents to send 
status messages to the call center to describe the state of his/her station in order to route 
customers to the next available agent in a timely and efficient manner. Thus, Pickering provides 
the motivation to combine by utilizing a system for handling a large volume of calls that would 
allow call centers to a handle all communications in a homogeneous way to thereby allow the 
call center to make optimum use of human resources. 

As per claims 9, 37 and 40, Pickering in view of Barkan discloses the invention 
substantially as claims discussed above. 

However, Pickering in view of Barkan does not explicitly disclose: 
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• wherein the system overloaded condition is workflow defined and wherein reassigning 
comprises interrupting the first agent requesting that the first agent abandoned the first 
task currently being handled by the first agent and take up handling the second task . 

Villena discloses a blended agent contact center comprising: 

• wherein the system overloaded condition is workflow defined and wherein reassigning 
comprises interrupting the first agent requesting that the first agent abandoned the first 
task currently being handled by the first agent and take up handling the second task 
(abstract, col. 1, lines 40-67, col. 2, lines 1-14 and col. 7, lines 38-55). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have combined the teachings of Pickering in view of Barkan with 
Villena' s teachings of a blended agent contact center by allowing agents to perform any of a 
variety of agent customer interactions and allocating the agents based upon the system load for 
the purpose of providing a truly blended and more flexible contact center solution that provides a 
more efficient utilization of the time of all agents. 

As per claims 13 and 44, Pickering discloses the invention substantially as claims discussed 
above. 

However, Pickering does not explicitly discloses wherein the assigning comprises: 

• executing a task queued workflow responsive to receiving the task data; and 

• executing an agent availability workflow responsive to receiving the agent data. 
Barkan discloses a system for establishing a telephone call between an outside telephone 

and an agent station including: 
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• executing a task queued workflow responsive to receiving the task data (col. 6, lines 47- 
56); and 

• executing an agent availability workflow responsive to receiving the agent data (col. 4, 
lines 22-34 and col. 6, lines 47-56). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have incorporated Barkan's teachings of a system for establishing a 
telephone call between an outside telephone and an agent station by allowing agents to send 
status messages to the call center to describe the state of his/her station in order to route 
customers to the next available agent in a timely and efficient manner. Thus, Pickering provides 
the motivation to combine by utilizing a system for handling a large volume of calls that would 
allow call centers to a handle all communications in a homogeneous way to thereby allow the 
call center to make optimum use of human resources. 

As per claims 14 and 45, Pickering discloses wherein the executing the task queued 
workflow comprises: 

• storing the task data as a task entry in the database system (col. 7, lines 32-44, and col. 
8, lines 46-67); 

• identifying the first agent of the plurality of agents to handle a first task of the plurality 
of tasks (col. 7, lines 49-63); and 

• assigning the first agent the first task (col. 7, lines 49-63). 

As per claims 15 and 46, Pickering discloses wherein the identifying comprises: 

• searching the database system for an agent entry meeting defined criteria (col. 7, lines 
18-44). 
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As per claims 18 and 49, Pickering discloses wherein the executing of the agent availability 
workflow comprises: 

• storing the agent data as an agent entry in the database system (col. 7, lines 32-44, and 
col. 8, lines 46-67); 

• identifying the first task of the plurality of tasks to be handle by a first agent of the 
plurality of agents (col. 7, lines 49-63); and 

• assigning the first task to the first agent (coL 7, lines 49-63). 

As per claims 19 and 50, Pickering discloses wherein the idenfifying comprises: 

• searching the database system for a task entry meeting defined criteria (coL8, lines 46- 
67). 

As per claims 16, 20, 47, and 51, Pickering discloses wherein the assigning comprises: 

• notifying the first agent to handle the first task (col.7, lines 49-60); and 

• receiving a response from the first agent either accepting or declining the first task 
(col. 8, lines 46-67); and 

• if the first agent accepts the first task, updating the database system (col.8, lines 46-67). 
As per claims 17, 21, 48, and 52, Pickering discloses wherein the updating of the database 
system comprises: 

• modifying the task entry and the agent entry (col.8, lines 60-67). 

As per claim 53, Pickering in view Barkan discloses the invention substantially as claims 
discussed above. 

However, Pickering in view of Barkan does not explicitly disclose wherein the reassigning 
comprises: 
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• requesting the first agent to abandon the first task for the second task; 

• receiving a response from the first agent either accepting or declining the second task; 
and 

• if the first agent accepts the second task, assigning the second task to the first agent. 
Villena discloses a blended agent contact center comprising: 

• requesting the first agent to abandon the first task for the second task (abstract, col. 5, 
lines 32-67, col. 6, lines 1-6 and col. 8, lines 32-47); 

• receiving a response from the first agent either accepting or declining the second task 
(abstract, col. 5, lines 32-67, col. 6, lines 1-6 and col. 8, lines 32-47); and 

• if the first agent accepts the second task, assigning the second task to the first agent 
(abstract, col. 5, lines 32-67, col. 6, lines 1-6 and col. 8, lines 32-47). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have combined the teachings of Pickering in view of Barkan with 
Villena' s teachings of a blended agent contact center by allowing agents to perform any of a 
variety of agent customer interactions and allocating the agents based upon the system load for 
the purpose of providing a truly blended and more flexible contact center solution that provides a 
more efficient utilization of the time of all agents. 

As per claim 54, Pickering in view of Barkan discloses the invention substantially as claims 
discussed above. 

However, Pickering in view of Barkan does not explicitly disclose wherein the reassigning 
comprises: 

• instructing the first agent to abandon the first task for the second task; and 
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• assigning the second task to the first agent. 

Villena discloses a blended agent contact center comprising: 

• instructing the first agent to abandon the first task for the second task (abstract, col. 5, 
lines 32-67, col. 6, lines 1-6 and col. 8, lines 32-47); and 

• assigning the second task to the first agent (abstract, col. 5, lines 32-67, col. 6, lines 1-6 
and col. 8, lines 32-47). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have combined the teachings of Pickering in view of Barkan with 
Villena's teachings of a blended agent contact center by allowing agents to perform any of a 
variety of agent customer interactions and allocating the agents based upon the system load for 
the purpose of providing a truly blended and more flexible contact center solution that provides a 
more efficient utilization of the time of all agents. 

As per claim 55, Pickering discloses wherein the receiving of the task data comprises: 

• receiving the task data from a plurality of sources (col.l, lines 19-44, and col. 5, lines 3- 
9). 

However, Pickering in view of Barkan does not explicitly disclose: 

• reassigning comprises instructing the first agent to abandon handling emails and switch 
to handling telephone calls. 

Villena discloses a blended agent contact center comprising: 

• reassigning comprises instructing the first agent to abandon handling emails and switch 
to handling telephone calls (abstract, col. 5, lines 32-67, col. 6, lines 1-6 and col. 8, lines 
32-47). 
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Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have combined the teachings of Pickering in view of Barkan with 
Villena's teachings of a blended agent contact center by allowing agents to perform any of a 
variety of agent customer interactions and allocating the agents based upon the system load for 
the purpose of providing a truly blended and more flexible contact center solution that provides a 
more efficient utilization of the time of all agents. 

As per claim 56, Pickering in view of Barkan discloses the invention substantially as claims 
discussed above. 

However, Pickering does not explicitly disclose: 

• wherein the determining the system overloaded condition includes determining whether 
the volume of tasks has exceeded a predetermined level. 

Villena discloses a blended agent contact center comprising: 

• wherein the determining the system overloaded condition includes determining whether 
the volume of tasks has exceeded a predetermined level (abstract, col. 5, lines 32-67, 
col. 6, lines 1-6 and col. 8, lines 32-47). 

Accordingly, it would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have combined the teachings of Pickering in view of Barkan with 
Villena's teachings of a blended agent contact center by allowing agents to perform any of a 
variety of agent customer interactions and allocating the agents based upon the system load for 
the purpose of providing a truly blended and more flexible contact center solution that provides a 
more efficient utilization of the time of all agents. 
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As per claim 57, Pickering discloses wherein the defined criteria includes any one of the 
group including: 

• elapsed time since a previous task was performed, a skill level in a business area, a skill 
level in a product area, a proficiency in a media, a fluency in a language, elapsed time 
since beginning work, elapsed time since taking a break (col. 7, lines 32-59). 

Response to Arguments 
3. Applicant's arguments with respect to claims 1-4, 6, 8-11, 13-22, 24-35, 37, 39-42 and 
44-57 have been considered but are moot in view of the new ground(s) of rejection. 

Conclusion 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to LaShonda T. Jacobs whose telephone number is 571-272-4004. 
The examiner can normally be reached on 8:30 A.M. -5:00 P.M.. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ario Etienne can be reached on 571-272-4001. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 
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Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 
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Examiner 
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